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Amendments to the Specification 

Please amend the specification as follows: 

As one skilled in the art will understand, the various embodiments of the present 
invention can be implemented as a system of modular components and/or as a series of code 
segments of one or more computer programs stored on a computer-readable medium. The 
computer program code segmen^can be written in Java, C,C^, or any computer language now 
known or developed in Ibe future. For a conceptual diagram of one embodiment of the invent™ 
as a system, refer to figures 6 and 7, which represent a system with modular components 
m cladingapro fi lemodule610,a S killreceiver615,an updating module 620, a synchronism 

mo dule625,acontactre<^^ , 
system with modular components including a profile module 710, a profile maintenance module 
715, a source data module 720, an update module 725, an identification module 730. and an 
agent selector [730] 735, 

Amendments to the Drawings 

Please amend Figure 7 of the application as shown in me replacement sheet. The 
amendments are shown in red. 

Amendments to the Claims 

This listing of claims will replace all prior versions and listings of claims in the 
application. 

Listing of Claims 

1. (Currently Amended) A method of mamtaining skills for agents of a contact center, the 
method comprising: 

providing profiles in a central skill database for a plurality of agents; 
providing a skill-impacting system, the skill-impacting system storing skill data for each 
of the plurality of agents in the central skill database, wherein storing skul data 
comprises modifying at least one of the profiles , whnrin the ^impacting 
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s ystem include? a learning man »r™ CTT educational system, a customer 
ea t; c f a r.tinn scoring ay *™, and anerformm^e. merries scoring system, and 
herein the ski" ^ta includes ™«*f*<*ian assessments, completion or results 
fi-^rr. a trainitt p cours *. and performance metrics; 

receiving from the skill-impacting system skill data for a first agent; 

updating a first profile in the central skill database for the first agent based on the skill 
data received; and 

selectively synchronizing routing logic of a routing system with skill-based information 
from the first profile in the central skill database such that the routing logic 
determines which of the plurality of agents are to handle a contact based on at 
least skill data, wherein the synchronizing is independent of the updating. 
2. (Previously Presented) The method from claim 1, further comprising: 
receiving a contact from a customer; 

processing routing logic in the routing system to select a second agent from the plurality 

of agents; and 
routing the contact to the second agent; 

wherein the routing logic includes routing rules and routing source data for performing 
the step of routing, the routing source data including agent availability and the 
skill-based information in the routing system. 

3. (Original) The method from claim 1, wherein synchronizing the routing system is 
accomplished for a plurality of profiles in the central skill database. 

4. (Original) The method from claim 1, wherein updating the first profile is triggered when 
skill data is received from the skill-impacting system. 

5. (Original) The method from claim 1, wherein synchronizing the routing system is 
automatically run when triggered by an event. 

6. (Original) The method from claim 1, wherein synchronizing the routing system is 
automatically run at a predetermined time interval. 
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7. (Original) The method from claim 1, wherein the skill data is received from a plurality of 
skill-impacting systems. 

8. (Currently Amended) A method for synchronizing skill data in a contact center, 
comprising: 

maintaining a plurality of profiles in a central skill database corresponding to a plurality 
of contact center agents, wherein the plurality of profiles comprise skill-based 
ratings for a plurality of skills; 

storing skill data for each of the plurality of agents in the cenlral skill database of at least 
one skiU-impacting system, wherein the step of storing skill data comprises 
modifying at least one of the plurality of profiles,,wherp,m the skill impactinfi 
s ystem includes a learning management educational system, a customer 
satisfaction scoria system, and * perfoimance metrics scoring system, and 
wherein the skill data includ e * satisfaction assessments, completion or results 
frnm a frainine course, and p erformance metrics: 

using the skill data from the at least one skffl-impacting system to update the plurality of 
profiles in the central skill database; 

mamtaiiung source data in a routing system for the contact center, wherein the source 
data is based on agent skills and configures routing logic to make routing 
decisions; and 

selectively updating the source data based on agent skills with skill-based ratings in the 
central skill database for reconfiguring the routing logic, wherein the updating the 
source data is independent of updating the plurality of profiles. 

9. (Original) The method from claim 8, further comprising: 

identifying at least one contact characteristic for a customer; and 

selecting an agent from the plurality of agents for the customer, 

wherein selecting comprises processing the routing logic to consider the skill-based 

ratings of the plurality of agents in view of the at least one contact characteristic. 
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10. (Original) The method from claim 9, wherein selecting further comprises choosing ah 
agent who is a best-fit. 

11. (Original) The method from claim 8 wherein maintaining the plurality of profiles is 
triggered by the occurrence of a skill-changing event indicated by the at least one skill-impacting 
system. 

12. (Currently Amended) A system for maintaining skills for agents of a contact center, the 
system comprising: 

a profile module for providing profiles in a central skill database for a plurality of agents; 

a skill-impacting system, the skill-impacting system storing skill data for each of the 
plurality of agents in the central skill database, wherein storing skill data 
comprises modifying at least one of the profiles wherein the skill impacting 
system includes a learning management e ducational system, a customer 
satisfaction scoria system, an d a performance metrics scoring system, and 
wherein the skill data inclu d e satisfaction assessments, completion or results 
from a training course, and performance metrics; 

a skill receiver for receiving from the skill-impacting system skill data for a first agent; 

an updating module updating a first profile in the central skill database for the first agent 
based on the skill data received; and 

a synchronization module for selectively synchronizing routing logic of a routing system 
with skill-based information from the first profile in the central skill database such 
that the routing logic determines which of the plurality of agents are to handle a 
contact based on at least skill data, wherein the synchronizing is independent of 
the updating. 

13. (Previously Presented) The system from claim 12, further comprising: 
a contact receiver for receiving a contact from a customer; 

a routing processor for processing routing logic in the routing system to select a second 
agent from the plurality of agents; and 



PAGE 6115 * RCVD AT 8/2/2007 1:09:36 PM (Eastern Daylight Time] ' SVR: USPTO-EFXRF-6/14 * DNIS:2738300 * CSI0:61 2 607 7100 * DURATION (mm-ss):O2«30 



08/0 2/2007 12:09 FAX 612 607 7100 OPPENHEIMER LAW FIRM S]007 



Serial No. 10/619,917 

In reply to Office Action dated May 8, 2007 
Page 6 of 13 

a contact router for routing the contact to the second agent; 

wherein the routing logic includes routing rules and routing source data for pfenning 
the step of routing, the routing source data including agent availability and the 
skill-based information in the routing system. 

14. (Original) Hie system from claim 12, wherein the synchronization module synchronizes 
the routing system with a plurality of profiles in the central skill database. 

15. (Original) The system from claim 12, wherein updating the first profile is triggered when 
skill data is received from the skill-impacting system- 

16. (Original) The system from claim 12, wherein the synchronization module is 
automatically run when triggered by an event. 

17. (Original) The system from claim 12, wherein the synchronization module is 
automatically run at a predetermined time interval. 

18. (Original) The system from claim 12, wherein the skill receiver receives skill data from a 
plurality of skill-impacting systems. 

19. (Currently Amended) A system for synchronizing skill data in a contact center, 
comprising: 

a profile module for maintaining a plurality of profiles in a central skill database 

corresponding to a plurality of contact center agents, wherein the plurality of 
profiles comprise skill-based ratings for a plurality of skills; 

a skill-impacting module for storing skill data for each of the plurality of agents in the 

central skill database of a skill-impacnng system, wherein the step of storing skill 
data comprises modifying at least one of the plurality of profile s^wherein the skill 
im parting svst *™ includes a l earning management educational sy^m, a customer 
^faction scoring system, and a performance metrics scoring system, and 
wW*m the skill data indues satisfacti on assessments completion or results 
from a training course, and perform ance metrics; 

a profile maintenance module for using data from the skill-impacting system to update 
the plurality of profiles in the central skill database; 
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a source data module for maintaining source data in a routing system for the contact 
center, wherein the source data is based on agent skills and configures routing 
logic to make routing decisions; and 

an update module for selectively updating the source databased on agent skills with skill- 
based ratings in the central skill database for reconfiguring the routing logic, 
wherein the updating the source data is independent of updating the plurality of 
profiles. 

20. (Original) The system from claim 19, further comprising: 

an identification module for identifying at least one contact characteristic for a customer; 
and 

an agent selector for selecting an agent from the plurality of agents for the customer; 
wherein the agent selector comprises a processor module for processing the routing logic 

to consider the skill-based ratings of the plurality of agents in view of the at least 

one contact characteristic. 

21. (Original) The system from claim 20, wherein the agent selector further comprises a 
agent chooser for choosing an agent who is a best-fit. 

22. (Previously Presented) The system from claim 19 wherein the profile module for 
maintaining a plurality of profiles is triggered by the occurrence of a skiU-changing event 
indicated by the at least one skill-impacting system. 

23. (Currently Amended) A computer program on a computer readable medium, for 
execution by a computer for mamtaining skills for agents of a contact center, the computer 
program comprising: 

a code segment for providing profiles in a central skill database for a plurality of agents; 

a code segment for providing a skill-impacting system, the skill-impacting system storing 
skill data for each of the plurality of agents in the central skill database, wherein 
the step of storing skill data comprises modifying at least one of the plurality of 
prAfil re , wherein the skjH impacting sy stem includes a learning management 
^r ational system, a customer sa tisfaction scoring system, and a performance 
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metrics scoring system, and whereto thg skill data includes satisfaction 

com ri^nn nr results from a training cour se, and performance 

metrics ; 

a code segment for receiving from the skin-impacting system skill data for a first agent; 

a code segment for updating a first profile in the central skill database for the first agent 
based on the skill data received; and 

a code segment for selectively synchronizing routing logic of [[the]] a routing system 

with skill-based information from the first profile in the central skill database such 
that the routing logic determines which of the plurality of agents are to handle a 
contact based on at least skill data, wherein the synchronizing is independent of 
the updating. 

24. (Previously Presented) The computer program from claim 23, further comprising: 
a code segment for receiving a contact from a customer, 

a code segment for processing routing logic in the routing system to select a second agent 

from the plurality of agents; and 
a code segment for routing the contact to the second agent; 

wherein the routing logic includes routing rules and routing source data for performing 
the step of routing, the routing source data including agent availability and the 
skill-based information in the routing system. 

25. (Original) The computer program from claim 23, wherein the code segment for 
synchromzing the routing system synchronizes a plurality of profiles in the central skill database. 

26. (Original) The computer program from claim 23, wherein updating the first profile is 
triggered when skill data is received from the skill-impacting system. 

27. (Original) The computer program from claim 23, wherein the code segment for 
synchromzing is automatically run when triggered by an event. 

28. (Original) The computer program from claim 23, wherein the code segment for 
synchronizing is automatically run at a predetermined time interval. 
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^ftftm^imM wherein the skill data is received from 
29. (Original) The computer program from claim 2.5, wnerein ^ 

a plurality of skill-impacting systems. 

30 (Currently Amended) A computer program on a computer readable medium, for 
executionbyacomputer for synchronizing skill data in a contact center, me computer program 

comprising; 

acode segment for maintaining a plurality of profiles in a central skill database 

corresponding to a plurality of contact center agents, wherein the plurality of 
profiles comprise skill-based ratings for a plurality of skills; 
a code segment for storing skill data for each of the plurality of agents in the central skill 
database of at least one skiU-impacting system, wherein the step of stormg skill 
data comprises modifying at least one of the plurality of profile s wherein % skill 
jgEacjjng gates include a f^n^^emmt ggucatio^ system, a customer 
satjsfacnoj «^™ g mA a egfoSBaBEg mrtrirs scoring s^gm, and 

wWe in the skin data includes sa tjs&ctioB assessmmts completion or results 
fan a traini n g and performance metrics ; 

a code segment for using the skill data from the at least one skill-impacting system to 

update the plurality of profiles in the cemral skill database; 
a code segment for maintaining source data in a routing system for 1he contact center, 
wherein the source data is based on agent skills and configures routing logic to 
make routing decisions; and 
a code segment for selectively updating the source data based on agent skills with skill- 
based ratings in the central skill database for reconfiguring the routing logic, 
wherein the updating the source data is independent of updating the plurality of 
profiles. 

31. (Original) Thecomputerprogramfromclaim30,fuithercomprising: 

a code segment for identifying at least one contact characteristic for a customer, and 
a code segment for selecting an agent from the plurality of agents for the customer; 
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wherein the code segment for selecting comprises a code segment for processing the 

routing logic to consider the skill-based ratings of the plurality of agents in vtew 
of the at least one contact characteristic. 

32. (Original) Thecomputerprogrami^ 

further comprises a code segment for choosing an agent who is abest-fit. 

33 (Original) The computer program from claim 30 wherein the code segment for 

staining aplurality of profiles is triggered by the occurrence of a skill-changing event 

indicated by the at least one skill-impacting system. 
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